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Quality is one of most important element in every organization in the world. It requires 
proper management in order to ensure the products met the customer’s standards. Failure to 
manage and resolve the quality issues will cause many negative impacts towards 
organization performance. Thus, the aim of the paper is to analyse the quality management, 
quality activities and initiatives, issues and solutions pertaining to the quality matters in one 
of rubber based company. Based upon interview session with relevant personnel’s in the 
company, the solution and recommendation are proposed.   
 





The Oxford American Dictionary defines quality as “a degree or level of excellent”. The “official” 
definition of quality by the American National Standard Institute (ANSI) and The American Society for 
Quality (ASQ) is the totality of features and characteristics of a product or service that bears on its ability 
to satisfy given need. Quality simplistically means, a product should meet its specification. Meanwhile, 
Quality Management can be considered to have three main components: quality control, quality assurance 
and quality improvement. It is focused not only on product quality, but also the means to achieve it. 
Quality management therefore uses quality assurance and control of processes as well as products to 
achieve more consistent quality. 
 
Product or service design results in design specifications that should achieve the desired quality. 
However, once the product design has been determined, the producer perceives quality to be how 
effectively the production process is able to conform to the specification required by the design referred to 
as the quality of conformance in which the quality during production focuses on making sure that the 
product meets specifications required by the design. Based on XYZ Company perspective, good-quality 
tyres means conform to specification, it well made. While, poor quality tyres are not made well the 
product do not conform to the specifications and they will scrapped its.  
 
Achieving quality of conformance depends on a number of factor, including the design of the production 
process (distinct from tyres design), the performance level of machinery, equipment and technology, the 
material used, training and supervision of employees, and the degree to which quality control process are 
used. In the XYZ Company the key personnel in achieving conformance to specifications include the 
engineering staff, production staffs, quality assurance staffs, technical department staff and most 
important production employees. However, XYZ company is not forgets to gain employees commitment 
towards quality matters across the boards in the company. The involvements cross functional key 
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personnel’s are also practiced in the company in order to promote the company value which is known as 
“Quality Without Compromise”.  
 
Even though, there are a lot of quality initiatives has been implemented by the said company but the 
issues of quality still need to be addressed and more focus. The major problem faced by the said company 
is non conformance product that cause to the scrapped tyres. To date, the company had determined the 
waste rate is 2 % rather than the current achievement is 6 % due to several factors that will be discussed 




The research design employed was a case study approach. Data were collected through survey and 
interviews with several managers and executives from production and quality departments who are 
directly in charged on quality development and management activities in the organization. The impact 
from the finding could be observed in three aspects. The first aspect is quality issue faced by the said 
company and it solutions, secondly quality initiatives practiced to handle the said quality issues and 
finally other alternatives can be taken by the said company or recommendation towards handling those 
quality issues. 
 
2B ACKGROUND OF THE RUBBER BASED COMPANY 
 
XYZ Sdn. Bhd. located in Alor Star, Kedah Malaysia and the largest tyre manufacturing in the region. 
Currently, the total of manpower is more than 1000 employees in the Alor Star Pant.  
 
XYZ Sdn. Bhd. began its operation on 20th December, 1979 and was then known as A Sdn. Bhd. It based 
in Malaysia, XYZ is 70% owned by AG of Germany and 30% owned by Sime Darby Berhad of 
Malaysia. The major product of the said company is Passenger Car Radial (PCR) consists of various 
sizes, performance and design. While the customers are divided into 2 market segments that is; 
replacement market (tyre shops/dealers) and OEM market (Proton, Nissan, Toyota etc). 
  
Organization Chart  
The organization chart of the XYZ Sdn. Bhd. divided into two divisions which are manufacturing division 
that is related to the operation of the tyres such as production, engineering, quality assurance and so on. 
While support division will be focusing more on services such as human resource, finance purchasing and 









Bridge Stone Sdn. Bhd. 
Bridgestone Tyre Sales (Malaysia) Sdn. Bhd is an affiliate of Bridgestone Corporation Japan, the world 
largest producer of rubber-based products. Bridgestone is currently ranked largest tire manufacturer in the 
global tire market, with Michelin second, Goodyear third, and Continental fourth as of January 2009. As 
of the end of 2005, production facilities belonging to the Bridgestone Group have increased to 141 spread 
throughout twenty-four nations of the world. In order to attain this level of globalization, the company 
established a new set of corporate policies in the year 2001.  
 
Bridgestone Tyre Sales (Malaysia) Sdn. Bhd. was set up in April 2000 with the responsible to provide 
better customer service and to introduce better quality product for the benefit of the consumers in 
Malaysia. The company have a wide range of tyres, tubes and flaps for Passenger Car, 4X4s, Light Truck, 
Truck & Bus as well as Industrial & Agricultural vehicles and machinery. With the support of a few 
strategically located manufacturing plants in Thailand, Indonesia and Japan, the company are able to cater 
to the needs of our consumer for tyre varieties ranging from the 'Silent & Smooth' Turanza line up to the 
'Spirit of Motorsports' Potenza line up.  
 
The company currently establishing a network of Bridgestone 'Profesional' nationwide that delivers a 
unique identity unlike any other tyre shop in the industry. They moving away from the conventional tyre 
workshops to more stylish and professional looking outlets to fulfill the motoring needs. Nonetheless, the 
emphasized is still on superior customer service. To-date, there are over 60 Bridgestone Professional 
shops including the expansion to East Malaysia.  
 
Good Year Sdn. Bhd. 
Goodyear is one of the world’s largest tire companies.  It employs nearly 70,000 people and manufactures 
its products in more than 60 facilities in 25 countries around the world. Currently the world's third-largest 
in tyre manufacturer. In 1972, Goodyear Malaysia Berhad established its own manufacturing plant based 
in Shah Alam, Selangor and today is one of the leading tyre manufacturers in Malaysia. The company 
employs nearly 700 people and produces a wide range of passenger car tyres in three different brands, 













and 4x 4 applications, medium commercial and graders/tractors tyres. As a subsidiary of The Goodyear 
Tire & Rubber Company, USA, Goodyear Malaysia benefits from research and development support of 
technical centres located in Japan, Europe, and America. This support has enabled Goodyear Malaysia to 
produce outstanding tyres along with providing outstanding services. As a result, Goodyear Malaysia has 
taken the leadership position in the Malaysian tyre market.  
 
Goodyear Malaysia is one of the world's top tyre manufacturing company and has achieved 
excellent performance in both sales and technology. In October 1992, the company became the 
first Goodyear tyre plant to be certified for ISO 9002 standards; in 2002 it obtained the QS9000 
and ISO14001 certifications followed by ISO / TS 16949 certification in 2003.  
 
The company is a market leader in tyre making and it is a preferred brand by Malaysia's Original 
Equipment Manufacturers. Having fulfilled their high quality standard, Goodyear tyres now 
comes as a standard tyres for passenger and recreational vehicles such as the Malaysia national 
car: Proton; the second national car, Perodua; Naza; as well as the world's leading manufacturers 
like Honda; Mazda; Mercedes Benz; Nissan; Land Rover, Hyundai, Toyota; Volvo and Ford. In 
2003, Goodyear received multiple awards from leading automotive companies, such as, the 
Toyota's Outstanding Quality Performance, Proton's Best Overall Performance as well as 
Perodua's Quality Vendor and Quality Performance Award. On commercial vehicles, Goodyear 
tyres are selected by Inokom and MTB ( Malaysia Truck & Bus), Isuzu, Man, Mercedes Benz, 
Tata, Nissan and Renault.  
 
Silver Stone Sdn. Bhd.  
Silverstone Berhad, in a relatively short span of a decade, has emerged as a global tyre manufacturer with 
exports more than 60 countries, including Australia, Japan, France, Germany, the United Kingdom and 
the Americas. Silverstone success stories began in 1989, with a linear manufacturing plant that 
incorporates modern facilities and comprehensive after manufacturing test instruments and machineries, 
thus ensuring each tyre manufactured adheres to the highest degree of precision for superior performance. 
Silverstone has earned itself awards from international quality governing authorities such as UK's E11, 
USA's DOT Marking of Quality, the ISO 9002 BVQI Certification of Quality Management and 
Malaysia's SIRIM.  Today, Silverstone caters to every requirement of the tyre market. From passenger car 
tyres, rally tyres, 4-wheel-drive tyres, light and heavy commercial vehicle tyres, to industrial and 
agricultural tyres. Silverstone takes pride in being resourceful and innovative, relentless in its pursuit of 
technological advancement. When breakthroughs are attained, Silverstone is swift to launch new tyre 
patterns and designs, staying ahead of the competition. In every aspect of planning and operations, 
Silverstone's vision revolves around one aspiration to be acclaimed as a world superior tyre manufacturer. 
 
1.0 4BQUALITY ISSUES AND SOLUTIONS 
 
In every organization, the quality issues are occurred and need to be taking care and managed with due 




Figure 3: Ichikawa Fish Bone Diagram (XYZ Quality Issues) 
 
Waste Rate (6% vs. 2%) 
Currently, the waste rate in the said company is far below the target. The allow target is 2 % of the 
rejection rate but the actual achievement was 6%. The said problem occurred due to several factor such as 
complexity of the products, various sizes and machine specification. As understood in the tyres process 
flow chart in making one tyre it is very complex and involving many stages in the process to get one 
finished good. Again, it also involves many sizes and various machine setting. Due to this complexity of 
these activities therefore the rejection rate is higher from time to time. 
 
Machine Breakdown 
Previously during Sime Darby era, many types of machineries are made and imported from Japan. The 
said technologies are obsolete and the spares are sometime very difficult to purchase. Some of the 
machine spare parts are need to imported and customized design that most of the time under delay. 
Meanwhile, the cost to purchase the said spare part is costly and would lead to budget constraint. These 
entire situations might also contribute negative significant impact to the quality of the tyres rather than 
using high technology of machines.    
 
Research and Development (R&D) 
Continuously R&D is very important to ensure the product is up to the market demand and superior in the 
market. Lack of R&D would lead to the slow development of the product. In the case of XYZ Company 
the tyre is rapidly change especially in the OEM market. The frequent R&D activities must be catches up 
with the rapidly change of the customers demands. In view of that, the cost involves is very high rather 
than with limited resources that XYZ company had. This situation would interrupt the quality matter of 
the tyres in the organization.  
 
Human Factors 
The said element also can contribute quality issue in the XYZ Sdn. Bhd. It is referring to the human skills 
that contribute to the quality issue. Lately, many experts had leaving the organization to join other 
organization such as government sector for seeks of job security. This issue is considered high employees 
turnover that can contribute and bring the problem to organization that known as lack of skilled workers.  
 
Customers Complaint 
Currently, the demands and trends of the customers is become complex due to technology advancement, 
life style and so on. In this case the OEM and replacement market indirectly might contribute the quality 
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issues to the organization in the sense that different view of the needs and wants. For example the 
replacement customers will focus more on aesthetic the physical look of the tyres, cost and performance 
while the OEM customers might need on the tyre failure in term of many dimension of quality.  
 
Company Structure 
The company also may play an important role to determine the level of control and free to make decision. 
In this situation, the company having a problem where some of the major decision need to be decided 
urgently have to get an approval from the headquarter in Handover, Germany. This might cause of delay 
in the production process and sometime conflict ideas might occurs in between especially in term of 
quality issues. 
 
Quality Solutions  
In dealing with all above quality issues discussed, there are several actions that can be taken and 
considered by the company to deal with and to resolve all the above issues. The list of actions can be 
taken by the company illustrated in the Figure 4 below.  
 
Figure 4: Ichikawa Fish Bone Diagram (XYZ Quality Solutions) 
 
Waste Rate (6% vs. 2%) 
In order to tackle the above issue, XYZ Company needs closely monitoring and giving the priorities to 
the root cause of the problem that contribute to the increase of scrapped tyres. For example if the tyre 
building section had contributed to the increase in rejection rate, so that the company should give extra 
effort and commitment to look into it. At the same time close monitoring to the action plan and follow up 
matters should be stressed to the employees concerned.  Again, replacement with new technology 




In order to resolve the said quality issues, XYZ Company may implement preventive and predictive 
maintenance to their machines. This program is very important whereby to avoid any time waste for the 
machine repairing. Furthermore, the stock of the spare parts need to closely monitoring and buffer stock 
should be maintained as well due to some of spare part require imported from the abroad. The investment 
into the new machine is also one of the alternatives to resolve this issues but involving high cost of 
investment.   
 
Research and Development (R&D) 
The company may find the way to generalize the component of the tyres by conducting effective and 
efficient R&D to their products. By generalizing the component of then product could enhance the 
capacity of the productivity and eliminate waste as well. The proactive R&D should be carried out 
regularly even in the short run involve high cost but the benefits will be enjoyed by the company in the 
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long run. But the provision the R&D budget need be increased from time to time since the product life 
cycle changes rapidly.  
 
Human Factors 
XYZ Company needs to focus on the employees’ career development in order to ensure the current expert 
or skillful employees no quick from the organization. The company may establish better incentive 
schemes or any rewards to those employees may eliminate the waste at their respective workstation. 
Moreover, XYZ Company may train and develop a new potential to take over the place those employees 
had leaving the company. Finally, the disciplinary action also can be taken to those employees are 




In order to deal with these, mainly on the customer complaint issues towards their tyres the company 
should improve their process to avoid tyre defect. In addition, the detail of tyres inspection both manually 
and automatically must be fully monitored to avoid defect tyres released to the customers. The integration 
of the manufacturing and services can be practiced as well to give direct information to the OEM 
customers mainly on the seriousness towards quality matters by the company. Furthermore, the warranty 
element also can be highlighted as well as consultation after sale to their major customers on the matters 
pertaining to the qualities issues. 
 
Company Structure 
The restructuring of the company also need to be addressed as well by the XYZ Company. The top 
management must clearly define, delegate and empower to the key personnel’s in Alor Star Plant mainly 
in the scope of quality matters. This is very important where once the delegation and empowerment given 
to the respective personnel’s’ the decision can be made fast without waiting feedback from the 
headquarters.    
 
5BQuality Activities in XYZ Sdn. Bhd. 
 
There are several quality initiatives that have been practiced in their work culture to ensure the quality up 
to the standard in producing the tyres.   
 
Kaizen (Continuous improvement) 
Kaizen is the Japanese term for continuous improvement, not only in the workplace but also in one's 
personal life, home life, and social life. In the workplace, Kaizen means involving everyone in a process 
of gradual, organized, and continuous improvement. Every employee within an organization should be 
involved in working together to make improvements. If an improvement is not part of continuous, 
ongoing process, it is not considered Kaizen.  
 
In the XYZ Company employees identify a problem, come up with a solution, check with their 
supervisor, and then implement it. This works to involve all employees in the improvement process and 
gives them a feeling that they are really participating in quality improvement, which in turn keeps them 
excited about their jobs. Nothing motivates someone more than when they come up with a solution to 
their own problems. Small individual changes have a cumulative effect in improving entire processes, and 
with this level of participation improvement occurs across the entire organization.  
 
In order to ensure the successful of the quality initiative XYZ Company had formulate this concept by 
translate it into Performance Appraisal of every employees. To those employees has introduced 
suggestion and contribute minor or major improvement in their daily work, it will consider in their 
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performance appraisal and reward it. In view of that, the employees will feel motivation to be creative and 
innovative since their efforts will be recognized and awarded.  
 
Quality Circle (QC). 
In XYZ Sdn. Bhd. the said quality initiative has been translated in the Small Group Activities (SGA). The 
company had established various SGA, it would be said every department in the organization need to 
established their own SGA. Amongst the SGA are SGA Production, SGA Safety, SGA Engineering, SGA 
Quality, SGA Main Office and so on. The said SGA will functioning to improve their daily work in the 
department especially the quality issues and solutions for improvement be it tangible or intangible 
products and services whether to the internal and external customers to the organization.  
 
Process Improvement Team (PIP) 
In XYZ Sdn. Bhd. the said quality initiative called as Business Team (BT). The team members in the BT 
involving various functional areas that is; manufacturing as well as support service divisions. The BT 
established based on the tyre production process such as BT Material Preparation, BT Tyre Building, BT 
Tyre Moulding and BT Tyre Finishing. These BT need to discuss more on quality issue such as outputs, 
rejection rate, accident rate, training hours and etc. For example the BT Tyre Building will consist of 
members from HR to look on training hour’s issues, safety department to look on accidents rate, 
production to look on output issues and so on. All team members need to resolve the issues that interrupt 
the daily production. The said elements and issues will be monitored in the Balance Score Cards (BSC). 
 
5’S 
5’S is the name of a workplace organization methodology that uses a list of five Japanese words which 
are Seiton (整頓): Straighten or Set in Order, Seisō (清掃) : Sweeping,Shining,Cleanliness (Systematic 
Cleaning), Seiketsu (清潔): Standardizing, Shitsuke (躾): Sustaining the discipline and new item is 
Anzen (安全): Safety. 
In XYZ Sdn. Bhd. the said quality initiative has been implemented by coordination the 5’s Competition, 
launching 5’s month. The above programs were lead by 5’s Committee and the member of the committee 
consists of various departments representative such as HR, Finance, HSE, Production and etc. The said 
committee also need to conduct 5’s audit once a year as per required by the external auditor by SIRIM. 
 
Customers Service Index (CSI). 
CSI generally with customer’s survey used to evaluate company operations and may be tied with salary 
and bonus.  It provides a real-time indication of the effectiveness of your company's implementation and 
use of solutions. CSI was developed to assist customers in maximizing the return on their investment. 
XYZ Sdn. Bhd. implement CSI to their internal customers which involve various departments in the 
organization while marketing XYZ Marketing Sdn. Bhd. will implement CSI to their external customers 
which are replacement and OEM customers as explain in the above paragraph. Quality department of 
XYZ Company is the responsible department to coordinate and manage the said quality initiative. The 
CSI to be exercised via online where each department need to evaluate other several departments that 
dealing with them occasionally. The items need to be evaluated such as quality of service provided, 
delivery time, cooperation, courtesy to internal customers and etc. In this case, an example where HR 
needs to evaluate Prod., Safety, Eng., QA departments while in the future is will be vise versa. Finally, 
the score will be communicated to the Departmental Head for the feedback and improvement. 
 
XYZ Sdn. Bhd. Quality Certifications and Awards 
There are various quality certifications and awards received by XYZ Sdn. Bhd. due to their efficiency of 
business process. All certification and awards illustrated in the Table 1 as below: 
 
Table 1: List of Quality Certifications and Awards 
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STANDARDS APPROVAL DATE 
 ISO 9002 for Retread Plant (SIRIM) Jul 1989  
 Malaysian Standard MS 149 & 1394 (SIRIM) Jul 1990 
 European Standard ECE 30, ECE 54 & ECE 75 (VCA &  
TUV) May 1991 
Gulf Standard GS 51,52 & 53 (GSMO) Aug 1991 
 ISO 9002 (SIRIM) Apr 1992 
 Department of Transport, USA "DOT Sep 1993 
 ISO 9002 (VCA, UK) Oct 1994 
 ISO 14001 (SIRIM) Dec 1998 
 OHSAS 18001 (SIRIM) Dec 2000 
 China Standard CCCT Mac 2003 
 Standard National Indonesia - SNI 2004 
 ISO/TS 16949 (SIRIM) Jan 2005 
 FORD Q1 2010 
 
CONCLUSION AND RECOMMENDATION 
 
Other than quality solutions that have been discussed in the above paragraph, there are other alternatives 
recommendation can be taken by the XYZ Sdn. Bhd. as following below:- 
Effectively implement and enforce quality initiatives 
The company is strongly advices to effectively implement and enforce quality initiative program that 
established currently. There are many quality initiatives requires effective enforcement in order to ensure 
every members of the team is carry out their responsibilities and duties regularly. Monitoring and closely 
enforce can be effectively monitor by submitting reports and presentation to the top management on the 
progress and achievement of their work members and the performance of the committee mainly on the 
quality issues and solutions.  
 
Regular follow up on the major quality issues. 
The top management or the leader of the committees should regularly follow up for any tasks that have 
been assigned to the team members. It mainly the committee involving cross function such as Business 
Team (BT). Failure to follow up once they go back to their workplace it is difficult to ensure the 
assignment given to them completely on the deadline. In view of that, the team leader should play an 
important role in the follow up matters.   
 
Cross culture training and development program. 
Cross culture training and development as well as sharing the knowledge from other AG of Germany 
plants. In order to reduce waste rate, one of the strength in the AG of Germany group have many tyre 
plants are located around the world. Some of the plants are more advance; effective and efficient 
compared than this company. Some of plants are more knowledgeable in term of tyre making process, 
efficient waste handling, high volume of productivity, efficient and etc. In view of that, the company may 
implement this strategy by sending their potential employees to be trained in that particular plants so 
called “best practice” or “branch making” plant. Furthermore, the company also may gain lot of 
knowledge by sharing with them in order to reduce or control rejection rate rather than in house training 
program. The advantages of this strategy, the company may save training cost rather training by external 
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consultant with high cost and without experience in tyre manufacturing. Normally, the training fee is free 
of charge to XYZ Company due to it company is one of members in AG of Germany plants. 
 
Benchmarking 
The company may implement this strategy by sending their potential employees to be trained in that 
particular plants so called “best practice” or “branch making” other plants. By benchmarking with other 
plants in the AG of Germany group at least XYZ company may copy cat and implement the best practice 
in their organization.  The benchmarking is not necessary within the tyres manufacturer in the abroad; if 
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Interview session with person in charge in Quality Assurance, Production departments in XYZ Sdn. Bhd.  
 
 
 
